SUBSTITUTE SPECIFICATION 

A METHOD AND APPARATUS FOR CONNECTING TERMINALS IN A 
REMOTE CONSULTING SYSTEM 

BACKGROUND OF THE INVENTION: 

The present invention relates to a method and 
apparatus for connecting a lobby terminal to a special 
clerk terminal for corresponding to a consulting detail 
in a remote consulting support system using a network. 

As one of the connection methods between a lobby 
terminal and a remote service terminal, there is a method 
of realizing dispersion of processing load for avoiding 
concentrated connection to a specific terminal. This is 
a method that a remote service manager controlling remote 
service terminals for supplying information in a uniform 
manner sounds out each remote service terminal as to 
whether information can be supplied. When each remote 
service terminal sounded can correspond to it, each 
terminal returns the load value thereof to the remote 
service manager. The remote service manager selects the 
remote service terminal having the minimum among the load 
values returned from the remote service terminals, 
connects the terminal, and supplies information to it . A 
prior art for realizing such a function is described in 
Japanese Patent Application Laid-Open 5-134959. 
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In a remote consulting system using general 
telephones, a counselor in charge of consultation sends 
information that he leaves his seat to the communication 
control unit for batch controlling telephone connection 
when he leaves his seat. When a user inquires the 
counselor who cannot correspond because he leaves his 
seat and is out, the communication control unit stores 
the inquiry information from the user in the 
communication control unit. When the counselor takes his 
seat and sends information of cancel of leaving his seat 
to the communication control unit, the communication 
control unit sends the inquiry information sent to the 
counselor during leaving his seat to the counselor. As a 
result, even if the counselor is not always in the 
corresponding state, he can receive an inquiry from a 
user and can reply to the user though asynchronously. A 
prior art for realizing such a function is described in 
Japanese Patent Application Laid-Open 7-74844. 

In the aforementioned prior arts, whenever the 
remote service manager for batch controlling the remote 
service terminals, decides the remote service terminal to 
be connected, the remote service manager aeces ses each 
remote service terminal and reads and decides information 
(load value) about connectable or not. Each remote 
service terminal requires a process of changing the load 
value of the own terminal whenever it is connected. 



Furthermore, in this case, the batch controlling remote 
service manager judges the decision of the remote service 
terminal to be connected on the basis of only the load 
values of all the remote service terminals. Therefore, 
even if the consulting detail is the same, a specific 
remote service terminal cannot be always connected. 
Therefore, a terminal such that a special expert clerk 
corresponding to a specific consulting detail operates 
from a remote service terminal cannot be connected. 

In a remote consulting system using general 
telephones, if an inquiry is made from a user when an 
operator is leaving his seat, the user designates a 
specific operator and makes an inquiry. Therefore, even 
if an operator who can correspond to the same 
consultation enters the correspondable state during 
inquiry, the connection to the user cannot be changed. 
As a result, unless a reply is given from the designated 
operator, the inquiry information is kept stored in the 
batch controlling communication control unit. 

SUMMARY OF THE INVENTION: 

An object of the present invention is to provide a 
mechanism for selecting an expert clerk who is able to 
connect to a lobby terminal used by a user, to provide a 
service regarding a consulting detail even if the expert 
clerk cannot be connected, and to take over the 
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consultation promptly when the expert clerk enters the 
connectable state. 

To accomplish the object of the present invention, 
the present invention connects a lobby terminal to a 
clerk terminal conforming to the consulting detail of the 
user according to the main procedure indicated below. 

(1) The user sends "clerk call" information for 
connecting the clerk terminal to the server for making a 
connection with clerk terminals from the lobby terminal. 

(2) The lobby terminal receives the information from 
the server for making a connection with clerk terminals 
for batch controlling the operating statuses of the clerk 
terminals and displays a list of connectable expert 
clerks . 

(3) The user operating the lobby terminal selects an 
expert clerk who can correspond to the consulting detail 
from the displayed list of expert clerks. 

(4) The clerk terminal operated by the selected 
expert clerk is connected to the lobby terminal operated 
by the user for communication and the expert clerk holds 
a remote consultation using functions such as video 
conference and display screen sharing. 

On the other hand, when a special expert clerk is in 
the consultation ready state in the clerk terminal, the 
clerk terminal waits for connection from the lobby 
terminal according to the following procedure. 

(5) The special expert clerk sends an information 
data that is able to connect to the server for making a 
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connection with clerk terminals for controlling the clerk 
terminals in a uniform manner from the clerk terminal. 
The server for making a connection with clerk terminals 
counts the past consulting frequency of connectable 
expert clerks, sets the consultation connectable priority 
level when there are a plurality of expert clerks in 
charge of the same consulting detail, and displays a list 
on the lobby terminal. 

(6) When an expert clerk is connected to the clerk 
terminal by clerk call from the lobby terminal, the clerk 
terminal cannot be connected from another lobby terminal, 
so that the server for making a connection with clerk 
terminals controlling in a uniform manner selects an 
unconnectable clerk terminal and deletes it from the list 
of connectable expert clerks. 

(7) When the consultation ends, the clerk terminal 
disconnects the line with the lobby terminal, sends 
information that the expert clerk becomes connectable 
again to the server for making a connection with clerk 
terminals, and waits for connection from the lobby 
terminal . 

When an expert clerk who can correspond to 
consultation of the user is not displayed in the list of 
connectable expert clerks displayed on the lobby 
terminal, the server selects an unattended agent server 
and corresponds to consultation of the user according to 
the following procedure. 

(8) When the expert clerk selects an unattended 
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agent server from the list of connectable expert clerks 
displayed on the lobby terminal , the lobby terminal sends 
the consulting detail of the user to the unattended agent 
server, searches for a past reply case corresponding to 
the consulting detail (the inquiry from the user is 
included), and displays it on the lobby terminal. When 
there is no reply case corresponding to the inquiry, the 
inquiry from the user is stored in the unattended agent 
server. 

(9) When the expert clerk corresponding to the 
consulting detail becomes connectable while the 
unattended agent server is corresponding to the user of 
the lobby terminal, the server for making a connection 
with clerk terminals switches the unattended agent server 
to the connectable clerk terminal and sends the previous 
exchange (inquiry and relay) data with the user to the 
clerk terminal* 

(10) When there is no expert clerk who can 
correspond to the consulting detail until the 
correspondence with the user of the lobby terminal ends, 
the unattended agent server asynchronously sends the 
inquiry detail from the user to the terminal used by the 
corresponding expert clerk and sends a relay to the user 
by using a communication (FAX, telephone, etc.) means 
separately. 

Brief Description of the Drawings: 
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Fig. 1 is a system block diagram of the present 
invention . 

Fig. 2 is a hardware and network constitution for 
realizing the system constitution of the present 
invention. 

Fig. 3 is a table constitution of a control table of 
clerk terminal connection. 

Fig. 4 is a table constitution of a control table of 
priority connection of clerk terminal. 

Fig. 5 is a table constitution of a control table 
lobby terminal connection. 

Fig. 6 is a table constitution of a connective table 
to clerk terminal (call instruction) . 

Fig. 7 is a table constitution of a display table of 
clerk terminal codes able to connect to lobby terminals. 

Fig. 8 is a table constitution of a selective table 
of clerk terminal able to connect to lobby terminal. 

Fig. 9 is a table constitution of a register table 
of clerk terminal code able to connect to server. 

Fig. 10 is a table constitution of a control table 
of a connection with clerk terminal. 

Fig. 11 is a table constitution of a completion 
table of a connection with clerk terminal. 

Fig. 12 is a table constitution of a supplemental 
table of consultative information. 

Fig. 13 is a table constitution of a store table of 
consultative inquiry and reply data. 
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Fig. 14 is a table constitution of a consultative 
reply database. 

Fig. 15 is a table constitution of a database of 
clerk terminal codes able to connect to lobby terminals. 

Fig. 16 is a flow chart showing an embodiment of the 
present invention mostly with a process at a lobby 
terminal . 

Fig. 17 is a detailed drawing of Step 100. 

Fig. 18 is a detailed drawing of Step 110. 

Fig. 19 is a detailed drawing of Step 120. 

Fig. 20 is a detailed drawing of Step 180. 

Fig. 21 is a detailed drawing of Step 190. 

Fig. 22 is a detailed drawing of Step 210. 

Fig. 2 3 is a flow chart showing an embodiment of the 
present invention mostly with a process in a clerk 
terminal . 

Fig. 24 is a detailed drawing of Step 310. 

Fig. 25 is a time chart of an actual example of 
taking over from an unattended agent server to a clerk 
terminal . 

Fig. 2 6 is an example of a display screen from an 
output unit in a lobby terminal of the present invention 
when an expert clerk is called. 

Fig. 27 is an example of a display screen from an 
output unit of clerk terminal codes of an expert clerk in 
a lobby terminal of the present invention, 
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DESCRIPTION OF THE PREFERRED EMBODIMENTS: 

The first embodiment of the present invention will 
be explained hereunder. Symbols (a) , (b) , and others 
quoted in the following explanation indicate the 
correspondence with data flow between the terminal and 
other terminal and data flow into the terminal. Fig* 1 
shows a system constitution for realization of the 
present invention. As shown in Fig, 1, in this system, a 
plurality of lobby terminals 2 for use by a user when 
requesting consultation, a plurality of clerk terminals 4 
used by a special expert clerk, a server for making a 
connection with clerk terminals 1 for controlling the 
connective status of the clerk terminals 4 in a uniform 
manner when the lobby terminals 2 are connected to the 
clerk terminals 4, and an unattended agent server 3 for 
corresponding to an inquiry from the user when there is 
no expert clerk who can correspond to a consultation from 
the lobby terminals 2 are connected via a network. 

The server for making a connection with clerk 
terminals 1 has a database 14 of clerk terminal codes 
able to connect to lobby terminals for controlling 
information on a clerk terminal which is able to connect 
in a uniform manner and performs a control function 11 of 
clerk terminal connection for selecting a connectable 
expert clerk using data stored in the database 14 of 
clerk terminal codes able to connect to lobby terminals, 
a control function 12 of priority connection of clerk 
terminal for deciding the connection priority to the 
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lobby terminals 2 according to the past consulting 
frequency of an expert clerk , and a control function 13 
of lobby terminal connection for controlling the lobby 
terminals 2 . 

The lobby terminals 2 perform a connective function 
21 to clerk terminal (call instruction) for sending 
connection request information for connecting to the 
clerk terminals 4 to the server 1 for making a connection 
with clerk terminals 1, a display function 2 2 of clerk 
terminal codes able to connect to lobby terminals for 
displaying a list of clerk terminals able to connect to 
the server 1 for making a connection with clerk terminals 
on the lobby terminals 2, and a selective function 23 of 
clerk terminal able to connect to lobby terminal for 
connecting to the clerk terminal 4 selected from the 
displayed clerk terminal codes (p) . 

The unattended agent server 3 has a consultative 
reply database 3 3 storing the past consultative reply 
data for an inquiry of a user from the connected lobby 
terminal 2 and performs a supplemental function 31 of 
consultative information for supplying information 
corresponding to the inquiry detail to the lobby terminal 
2 and a store function 3 2 of consultative inquiry and 
replay data for inquiring so as to take over the previous 
corresponding process and to store reply data when the 
terminal is changed to the clerk terminal 4 during 
correspondence with the consultation from the lobby 
terminal 2. 
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The clerk terminals 4 perform a register function 41 
of clerk terminal code able to connect to server for 
sending information that an expert clerk is able to 
connect to the server 1 for making a connection with 
clerk terminals 1 for controlling the plurality of clerk 
terminals 4 in a uniform manner, a control function 42 of 
a connection with clerk terminal for controlling (n) 
after connection with the lobby terminals 2 and 
controlling taking over of consultation from the 
unattended agent server 3, and a completion function 43 
of a connection with clerk terminal for breaking the 
connection with the lobby terminals 2 after the 
consultation ends and newly sending information that 
connection is able from the lobby terminals 2 to the 
server for making a connection (m) with clerk terminals 
1. 

Next, Fig. 2 shows a hardware constitution for 
realizing the process shown in Fig. 1. The server 1 for 
making a connection with clerk terminals, a plurality of 
lobby terminals 2 and 2a, the unattended agent server 3, 
and a plurality of clerk terminals 4 and 4a are connected 
to each other via a network such as Ethernet. 

The server 1 for making a connection with clerk 
terminals comprises an input unit 1001, an output unit 
1002, a CPU 1003 for executing the process shown in Fig. 
1, a main device 1004 for temporarily preserving a 
processing program and data in the table, and an external 
storage 1005 for storing a database. 
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The lobby terminal 2 comprises an input unit 2 001, 
an output unit 2002, a CPU 2003 for executing a process, 
and a main device 2004. 

The unattended agent server 3 comprises an input 
unit 3001, an output unit 3002, a CPU 3003, a main device 
3 004, and an external storage 3005 same as with the 
server 1 for making a connection with clerk terminals 
mentioned above. 

The clerk terminal 4 comprises an input unit 4001, 
an output unit 4002, a CPU 4003, and a main device 4004 
same as with the lobby terminal 2 mentioned above. 

Next, a table for performing the process in each 
terminal (server included) is shown in Fig. 1 and the 
table constitution of the database 14 of clerk terminal 
codes able to connect to lobby terminals and of the 
consultative reply database 3 3 will be described. 

Firstly, a control table of clerk terminal 
connection 1100 for the control function 11 of clerk 
terminal connection in the server for making a connection 
with clerk terminals 1 shown in Fig. 1 is shown in Fig. 
3* The control table of clerk terminal connection 1100 
shown in Fig. 3 comprises an expert clerk code field 1101 
for storing an expert clerk code corresponding to a user, 
an area code field 1102 for storing an area code where an 
expert clerk exists, a station code field 1103 for 
storing a station code to which an expert clerk belongs, 
a terminal ID code field for storing the terminal ID of 
the clerk terminal 4, a consulting frequency field 1105 
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while the clerk terminal connects server for storing the 
consulting frequency while the clerk terminal connects to 
server in the clerk terminal 4 by an expert clerk , and a 
connective status code field 1106 for storing the code 
corresponding to the connective status of the clerk 
terminal 4. 

Next, a control table of priority connection of 
clerk terminal 12 00 for the control function 12 of 
priority connection of clerk terminal in the server for 
making a connection with clerk terminals 1 is shown in 
Fig. 4. The control table 1200 of priority connection of 
clerk terminal shown in Fig. 4 comprises an expert clerk 
field 1201 for storing the e xpert clerk code stored in 
the expert clerk code field 1101 shown in Fig. 3, a login 
time field 1202 for storing a login time of an expert 
clerk from the clerk terminal 4, a consulting frequency 
field 1203 whi le the clerk terminal connects server for 
storing the consulting frequency data stored in the 
consulting frequency field while the clerk terminal 
connects server 1105 shown in Fig. 3, a station code 
field 12 04 for storing the station code stored in the 
station code field 1103 shown in Fig. 3, and a priority 
judgment code field 1205 for storing a clerk terminal 
priority code of a connectable expert clerk. 

Next, a control table of lobby terminal connection 
1300 for the control function 13 of lobby terminal 
connection in the server 1 for making a connection with 
clerk terminals is shown in Fig. 5. The control table of 
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lobby terminal connection 13 00 shown in Fig. 5 comprises 
a lobby terminal ID code field 13 01 for storing a lobby 
terminal ID code to be connected, a lobby terminal status 
field 13 02 for storing the status of the lobby terminal 
in the connective status, a selected expert clerk code 
field 13 03 for storing an expert clerk code corresponding 
to an expert clerk selected from the lobby terminal, a 
consulting detail field 1304 for storing a consulting 
detail after consultation start, and a consulting time 
field 1305 for storing a consulting time after 
consultation start - 

Next, a processing table 2100 of clerk terminal for 
the connective function 21 to clerk terminal (call 
function) in the lobby terminal 2 shown in Fig. 1 is 
shown in Fig* 6. The processing table 2100 of clerk 
terminal shown in Fig. 6 comprises a lobby terminal ID 
code field 2101 for storing the corresponding lobby 
terminal ID code and a lobby terminal status field 2102 
for storing the connective status of the lobby terminal. 

Next, a display table 2200 of clerk terminal codes 
able to connect to lobby terminals for the display 
function 2 2 of clerk terminal codes able to connect to 
lobby terminals in the lobby terminal 2 is shown in Fig. 
7. The display table 2200 of clerk terminal codes able to 
connect to lobby terminals shown in Fig. 7 comprises a 
list number field 2201 for storing numbers in the listing 
order, an expert clerk code field 2202 for storing a 
connectable expert clerk code, an area code field 2203 
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for storing the area code of each expert clerk, a station 
code field 2204 for storing the station code of each 
expert clerk, and a terminal ID code field 2205 for 
storing the terminal ID code of the clerk terminal 4 
corresponding to each expert clerk. 

Next, a selective table 2300 of clerk terminal able 
to connect to lobby terminal for the selective function 
2 3 of clerk terminal able to connect to lobby terminal in 
the lobby terminal 2 is shown in Fig. 8. The selective 
table 2300 of clerk terminal able to connect to lobby 
terminal shown in Fig. 8 comprises a list number field 
2 3 01 for storing a selected list number, an expert clerk 
code field 2 3 02 for storing an expert clerk code, and a 
terminal ID code field 2303 for storing the terminal ID 
code of the clerk terminal 4 corresponding to each expert 
clerk. 

Next, a register table 4100 of clerk terminal code 
able to connect to server for the register function of 
clerk terminal code cable to connect co server in the 
clerk terminal 4 shown in Fig. I is shown in Fig. 9. The 
register table 4100 of clerk terminal code able to 
connect to server shown in Fig. 9 comprises an expert 
clerk code field 4101 for storing an expert clerk code 
using the clerk terminal, an area code field 4102 for 
storina the area code corresponding to the expert clerk 
stored in the expert clerk code field 4101, a station 
code field 4103 for also storing the station code 
corresponding to an expert clerk, a terminal ID code 



15 



i in i nri 



field 4104 for storing the terminal ID code of the clerk 
terminal, and a login time field 4105 for storing the 
time logged in the clerk terminal by an expert clerk. 

Next, a control table 4200 of a connection with 
clerk terminal for the control function 42 of a 
connection with clerk terminal in the clerk terminal 4 is 
shown in Fig, 10. The control table 4200 of a connection 
with clerk terminal shown in Fig, 10 comprises a lobby 
terminal ID code field 4201 for storing the ID code of 
the connected lobby terminal 2, a lobby terminal status 
field 42 02 for storing the lobby terminal status of the 
lobby terminal 2, a consulting detail field 4203 for 
storing a consulting detail from a user, and a code field 
4204 for taking over the consulting detail for storing a 
code for taking over the consulting detail from the 
unattended agent server 3 shown in Fig • 1 . 

Next, a completion table 43 00 of a connection with 
clerk terminal for the completion function 4 3 of a 
connection with clerk terminal in the clerk terminal 4 is 
shown in Fig. 11. The completion table 4300 of a 
connection with clerk terminal shown in Fig. 11 comprises 
an expert clerk code field 4301 for storing the expert 
clerk code stored in the expert clerk code field 4101 
shown in Fig. 9, a terminal ID code field 4302 for 
storing the terminal ID code stored in the terminal ID 
code field 4104 , a logout time field 4303 for storing the 
time logged out from the clerk terminal by an expert 
clerk, and a judgment code field for end of consultation 



4304 for storing a code for judging the end of 
consultation . 

Next, a supplemental table of consultative 
information 3100 for the supplemental function 31 of 
consultative information in the unattended agent server 3 
shown in Fig. 1 is shown in Fig. 12. The supplemental 
table 3100 of consultative information shown in Fig. 12 
comprises a lobby terminal ID code field 3101 for storing 
the lobby terminal ID code of the connected lobby 
terminal 2, a lobby terminal status field 3102 for 
storing the connective status of the lobby terminal, a 
consulting detail field 3103 for storing a consulting 
detail, a code field 3104 for taking over the consulting 
detail for storing a code for taking over to the clerk 
terminal (corresponding expert clerk) , and a Q&A code 
field 3105 about consultation for storing a code 
corresponding to data of inquiry information from the 
lobby terminal 2 and reply data which are stored. 

Next, a store table 3 2 00 of consultative inquiry and 
reply data for the store function 32 of consultative 
inquiry and reply data in the unattended agent server 3 
is shown in Fig. 13. The store table 3200 of 
consultative inquiry and reply data shown in Fig. 13 
comprises a Q&A code field about consultation 3201 for 
storing the Q&A code about consultation stored in the Q&A 
code field 3105 about consultation shown in Fig. 12, a 
consulting detail field 3202 for storing the consulting 
detail stored in the consulting detail field 3103, a 
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lobby terminal ID code field 3 2 03 for storing the lobby 
terminal ID code stored in the lobby terminal ID code 
field 3101, an expert clerk code field 3204 for storing 
the expert clerk code of taking over the consulting 
detail, and a data store day field 32 05 for storing the 
data store day that the Q&A code about consultation i@ 

stored. 

Next, the table constitution of the consultative 
reply database 3 3 in the unattended agent server 3 is 
shown in Fig. 14. The table 3300 shown in Fig. 14 is a 
control table of consultative reply data and comprises a 
consultative reply data No. field 3301 storing the 
consultative reply data number, a data store day field 
3302 storing the data store day, a Q&A code field 3303 
about consultation storing a Q&A code about consultation, 
a consulting detail field 3304 storing a consulting 
detail, and a code field 3305 for taking over the 
consulting detail storing a code for taking over the 
consulting detail. A table 33100 is a table storing 
detailed data corresponding to a Q&A code about 
consultation and comprises a Q&A code field 3 3101 about 
consultation storing a Q&A code about consultation, a 
consultation inquiry data field 3 3102 storing 
consultation inquiry data from the lobby terminal 2, and 
a consultation reply data field 33103 storing 
consultation reply data to reply to the lobby terminal 2 
from the unattended agent server 3. Next, a table 33200 
is a table storing detailed data corresponding to a code 
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for taking over the consulting detail and comprises a 
code field 33201 for taking over the consulting detail 
storing a code for taking over the consulting detail and 
a data field 33202 for taking over the consulting detail 
storing real data for taking over the consulting detail. 

Next, the table constitution of the database 14 of 
clerk terminal codes able to connect to lobby terminals 
in the server for making a connection with clerk 
terminals 1 shown in Fig* 1 is shown in Fig. 15. The 
table 1400 shown in Fig. 15 is a table for controlling 
the connective status of the clerk terminal and comprises 
a number field 1401 of database of clerk terminal code 
able to connect to lobby terminal storing a number of 
database of clerk terminal code able to connect to lobby 
terminal, an expert clerk code field 14 02 storing a 
connectable expert clerk code, an area code field 1403 
storing an area code, a station code field 14 04 storing a 
station code, a terminal ID code field 14 05 storing the 
terminal ID code of the clerk terminal 4, a consulting 
frequency field 1406 while the clerk terminal connects 
server in which the consulting frequency while the clerk 
terminal connects server is stored by an expert clerk, 
and a connective status code field 1407 storing the 
connective status code of the clerk terminal 4. 

Next, a table 14100 is a table storing the priority 
connection of clerk terminal and comprises a number field 
14101 of priority connection of clerk terminal storing 
the number of priority connection of clerk terminal, an 
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expert clerk code field 14102 storing an expert clerk 
code, a consulting frequency field 14103 while the clerk 
terminal connects server for storing the consulting 
frequency while the clerk terminal connects server, and a 
priority judgment code field 14104 for storing a priority 
judgment code. Next, a table 14210 is a table storing an 
expert clerk name corresponding to an expert clerk code 
and comprises an ex-pert clerk code field 14211 storing 
an expert clerk code and an expert clerk name field 14212 
storing the corresponding expert clerk name. Next, a 
table 14220 comprises an area code field 14221 storing an 
area code and an area name field 14222 storing the cor 
responding area name* Next, a table 14230 comprises a 
station code field 14231 storing a station code and a 
station name field 14232 storing the corresponding 
station name . 

Now, the explanation of the table for performing the 
process in each terminal (server included) shown in Fig. 
1 and the table constitution of the database 14 of clerk 
terminal codes able to connect to lobby terminals and of 
the consultative reply database 3 3 ends. 

Next, main processing steps by the lobby terminal on 
the basis of the system configuration shown in Figs. 1 to 
15, each table of the main device and external storage, 

and the constitution of the database table will be shown 
in Fig. 16. 

At Step 100, an expert clerk is called by the 
connective function to clerk terminal (call instruction) 
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21 of the lobby terminal 2 shown in Fig. 1. Detailed 
processing at Step 100 will be described later by 
referring to Fig. 17 ♦ Next, at Step 110, the clerk 
terminal code able to connect to the lobby t erminal 
taken out from the server for making a connection with 
clerk terminals 1 is displayed on the lobby terminal 2. 
Detailed processing at Step 110 will be described later 
by referring to Fig. 18. Next, at Step 12 0, an expert 
clerk able to connect is selected at the lobby terminal 
2. Detailed processing at Step 120 will be described 
later by referring to Fig. 19. Next, at Step 130, it i 
decided whether the terminal selected at the lobby 
terminal 2 is the clerk terminal 4 or the unattended 
agent server 3. When the area codes 2203 of the table 
2200 shown in Fig. 7 are all blank, no expert clerk is 
registered. Therefore, the unattended agent server 3 i 
selected. As a result of decision, a specific clerk 
terminal 4 is selected, the program goes to Step 14 0. 

On the other hand, when there is no expert clerk 
corresponding to the inquiry and the unattended agent 
server 3 is selected, the program goes to Step 18 0. 
Next, at Step 140 (n) , the expert clerk code (1101) of 
the table 1100 shown in Fig. 3 corresponding to the 
expert clerk selected by the lobby terminal 2 shown in 
Fig. 1 at Step 12 0 is obtained and connection with the 
clerk terminal 4 corresponding to the terminal ID code 
(1104) corresponding to the obtained expert clerk code 
requested to the control function 12 of clerk terminal 
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connection of the server 1 for making a connection with 
clerk terminals. Next, at Step 150 (P) , communication is 
connected between the clerk terminal 4 whose connection 
is requested at Step 140 and the called lobby terminal 2. 
Next, at Step 160, remote consultation is carried out 
between the connected lobby terminal 2 and the clerk 
terminal 4 using functions of video conference, display 
screen shared, etc. Next, at Step 170 (m) , after end of 
the remote consultation, the communication between the 
connected lobby terminal 2 and the clerk terminal 4 is 
disconnected and the lobby terminal 2 is put into the 
state that it can correspond to another inquiry . On the 
other hand, at Step 180, communication is connected 
between the lobby terminal 2 and the unattended agent 
server 3. Detailed processing at Step 180 will be 
described later by referring to Fig. 20. Next, at Step 
190, the past reply to the inquiry to the lobby terminal 
2 from the user is searched from the consultative reply 
database 33 by the connected unattended agent server 3 
and information is supplied to the lobby terminal 2 via 
the supplemental function 31 of consultative information. 
Detailed processing at Step 190 will be described later 
by referring to Fig. 21. Next, at Step 200, it is 
decided whether the expert clerk corresponding to the 
consulting detail is made connectable on the basis of the 
code setting status of the area code 2203 of the table 
2200 shown in Fig. 7 during information supply from the 
unattended agent server 3 . As a result of decision, when 



the expert clerk is uncorrectable, the program returns to 
Step 19 0. 

On the other hand, there is an expert clerk who is 
connectable, the program goes to Step 210. When the 
consultation ends, the communication between the lobby 
terminal 2 and the unattended agent server 3 is 

disconnected. Next, at Step 210, the inquiry data 

inputted by the user via the lobby terminal 2 and the 
consultative reply data sent to the lobby terminal from 
the unattended agent server 3 are sent (taking over the 
consulting detail) to the clerk terminal 4 which is 
changed in connection. Detailed processing at Step 210 
will be described later by referring to Fig. 22. 

Each step shown in Fig. 16 will be explained in 

detail hereunder. 

Step 100 will be explained in detail by referring to 
Fig. 17. As shown in Fig. 17, at Step 101, the lobby 
terminal ID code stored in the lobby terminal ID code 
field 2101 of the connective table 2100 to clerk terminal 
shown in Fig. 6 is sent to the control function 13 of 
lobby terminal connection of the server 1 for making a 
connection with clerk terminals by the connective 
function to clerk terminal (call instruction) 21 of the 
lobby terminal 2 (a) and stored in the lobby terminal ID 
code field 13 01 of the control table of lobby terminal 
connection 1300 shown in Fig. 5 (b) . Next, at Step 192, 
the connective status of the lobby terminal stored in the 
lobby terminal status field 2102 of the connective table 



2100 to clerk terminal shown in Fig. 6 is sent to the 
control function of lobby terminal connection 13 of the 
server for making a connection with clerk terminals l and 
stored in the lobby terminal status field 13 02 of the 
control table 1300 of lobby terminal connection shown in 
Fig. 5 (c) . 

Next, Step 110 will be explained in detail by 
referring to Fig. 18. As shown in Fig. 18, at Step 111, 
the control function 11 of clerk terminal connection of 
the server 1 for making a connection with clerk terminals 
shown in Fig. 1 decides a connectable expert clerk from 
the database 14 of clerk terminal codes able to connect 
to lobby terminals by the connective status code, reads 

the expert clerk code, area code, station code, terminal 

ID code of the clerk terminal, consulting frequency while 

the clerk terminal connects server, and connective status 

code, and stores them in the control table of clerk 
terminal connection 1100 shown in Fig. 3 (d) . Next, at 
Step 112, the control function 11 of clerk terminal 
connection sends data such as the connectable expert 
clerk read at Step 111 to the display function 22 of 
clerk terminal codes able to connect to lobby terminals 
of the lobby terminal 2 shown in Fig. 1 and stores the 
expert clerk code, area code, station code, and terminal 
ID code of the clerk terminal in the display table 2200 
of clerk terminal codes able to connect to lobby 
terminals shown in Fig. 7 in the sending order (e) . 
Next, at Step 113, the control function 11 of clerk 
terminal connection outputs and displays the list of the 
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connectable expert clerk (area name, station, expert 
clerk name) stored in the display table 2200 of clerk 
terminal codes able to connect to lobby terminals at Step 
112 from the output unit 2002 in the lobby terminal 2 
shown in Fig. 2. The correspondence between the expert 
clerk code, area code, and station code and the concrete 
expert clerk name, area name, and station name is 
converted by referring to the database tables 14210, 
14220 and 14230 of clerk terminal codes able to connect 
to lobby terminals shown in Fig. 15. 

Next, Step 12 0 will be explained in detail by 
referring to Fig. 19. As shown in Fig. 19, at Step 121, 
the lobby terminal 2 shown in Fig. 1 selects an expert 
clerk corresponding to the consulting detail of the user 
from the list of connectable expert clerks displayed at 
Step 110 shown in Fig. 16 by the selective function 2 3 of 
clerk terminal able to connect to lobby terminal and 
stores the selected list number, expert clerk code, and 
terminal ID code in the selective table 23 00 of clerk 
terminal able to connect to lobby terminal shown in Fig. 
8, Next, at Step 122, when there is no expert clerk 
corresponding to the consulting detail of the user at 
Step 121, the lobby terminal 2 selects tiae unattended 
agent server 3 shown in Fig. 1 and stores a terminal ID 
code corresponding to the unattended agent server 3 in 
the terminal ID code field 2303 of the selective table 
2300 of clerk terminal able to connect to lobby terminal. 

Next, Step 180 will be explained in detail by 
referring to Fig. 20. As shown in Fig. 20, at Step 181, 
the inquiry detail of the user from the lobby terminal 2 
shown in Fig.l is sent to the unattended agent server 3 



(f) and the supplemental function 31 of Consultative 
information decides the consulting detail and stores it 
in the consulting detail field 3103 of the supplemental 
table of consultative information 3100 shown in Fig. 12 

(g) . Next, at Step 182, the supplemental function 31 of 
consultative information sends the inquiry data on the 
basis of the consulting detail decided at Step 181 to the 
5 unattended agent server 3 (f) The supplemental function 
31 of consultative information adds the code for the sent 
data and stores it in the Q&A code field about 
consultation 3105 of the information supply table shown 
in Fig- 12 (i) . Next, at Step 183, the supplemental 
function 31 of consultative information stores the Q&A 
data about consultation (inquiry data) in the store table 
of consultative inquiry and reply data 3 2 00 shown in Fig. 
13 by the store function 3 2 of consultative inquiry and 
replay data of the unattended agent server 3 and then 
stores it in the consultative reply database table 3 3 00 
and the Q&A code field 33101 about consultation and the 
consultation inquiry data field 33102 of the table 3310 
shown in Fig, 14, 

Next, Step 190 will be explained in detail by 
referring to Fig. 21. As shown in Fig. 21, at Step 191, 
the supplemental function 31 of consultative information 
of the unattended agent server 3 shown in Fig. 1 stores 
the past consultative reply data corresponding to the 
consulting detail decided at Step 180 in the consultation 
reply data field 33103 corresponding to the Q&A code 
field about consultation 33101 corresponding to the 
inquiry of the consultative reply database 33. Next, at 
Step 192, the supplemental function 31 of consultative 



information sends the consultative reply data stored at 
Step 191 to the lobby terminal 2 as a reply to the 
inquiry from the lobby terminal 2 (i) With respect to the 
inquiry data from the user, the supplemental function 31 
of consultative information stores it in the table of 
taking over the consulting detail 33200 of the 
consultative reply database 33 as data of taking over the 
consulting detail. Next, at Step 193, the supplemental 
function of consultative information 31 outputs and 
displays the consultative reply data sent to the lobby 
terminal 2 at Step 192 from the output unit 2 002 shown in 
Fig. 2. 

Next, Step 210 will be explained in detail by 
referring to Fig. 22. As shown in Fig. 22, at Step 211, 
if the clerk terminal 4 corresponding to the consulting 
detail of the user is made conn ectable by the server 1 
for making a connection with clerk terminals controlling 
the connectable clerk terminals 4 in a uniform manner 
when data is exchanged between the lobby terminal 2 and 
the unattended agent server 3 shown in Fig. 1, the 
connecting unattended agent server 3 is changed to the 
connectable clerk terminal 4. Next, at Step 212, the 
code for taking over the consultative detail 
corresponding to the data for taking over the consulting 
detail (the table 33200) stored in the consultative reply 
database 33 is sent to the clerk terminal to be changed 
to from the unattended agent server 3 by the supplemental 
function 31 (k) of consultative information and stored in 
the code field for taking over the consulting detail 4204 
of the control table of a connection with clerk terminal 
4 2 00 shown in Fig. 10. Next, at Step 213, the data for 
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taking over the consulting detail corresponding to the 
code for taking over the consulting detail stored at Step 
212 is read from the table 33200 of the consultative 
reply database 3 3 of the unattended agent server 3 and 
outputted and displayed on the output unit 4 002 of the 
clerk terminal 4 shown in Fig. 2. 

Next, the process at the clerk terminal 4 is shown 

in Fig. 23. 

At Step 300, the register function 41 of clerk 
terminal code able to connect to server of the clerk 
terminal 4 shown in Fig. 1 inputs an expert clerk code 
from the input unit 4001 of the clerk terminal 4 shown in 
Fig. 2 and stores the login time in the expert clerk code 
field 4101 and the login time field 4105 of the register 
table of clerk terminal code able to connect to server 
4100 shown in Fig. 9. Next, at Step 310, the expert 
clerk code inputted at Step 3 00 and the logged-in area 
code, station code, and terminal ID code from the clerk 
terminal 4 are sent to the server 1 (1) for making a 
connection with clerk terminals. Detailed processing at 
Step 310 will be described later by referring to Fig. 24. 
Next, at Step 320, the clerk terminal 4 decides whether 
there is a connection from the lobby terminal 2 or the 
unattended agent server 3 on the basis of the lobby 
terminal ID code 4201 in the table 4200 shown in Fig. 10. 
As a result of decision, when there is a connection from 
the lobby terminal 2 or the unattended agent server 3, 
the program goes to Step 33 0. On the other hand, when 
there is no connection, the decision at Step 320 is 
repeated until connected from the lobby terminal 2. When 
the expert clerk finishes the waiting to connect the 
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lobby terminal from the clerk terminal 4, this process 
ends . 

When the clerk terminal 4 relating to the consulting 
detail becomes connectable after the process ends, the 
clerk terminal 4 takes over exchange information with the 
lobby terminal 2 from the unattended agent server 3 and 
sends the reply data asynchronously using the lobby 
terminal 2 or another communication means such as 
telephone to the user or FAX. Next, at Step 3 30, the 
control function 42 of a connection with clerk terminal 
of the clerk terminal 4 shown in Fig. 1 decides whether 
the connected terminal is the lobby terminal 2 or the 
unattended agent server 3 on the basis of the lobby 
terminal status 4202 in the table 4200 shown in Fig. 10. 
As a result of decision, when the connected terminal is 
the lobby terminal 2, the program goes to Step 340. On 
the other hand, when the connected terminal is the 
unattended agent server 3, the program goes to Step 3 60. 
Next, at Step 340, the user and the expert clerk carry 
out remote consultation with each other using the 
functions of video conference, display screen shared, 
etc. via the connected lobby terminal 2. 

Next, at Step 3 50, after the consultation is over, 
the logout time is stored in the logout time field 4303 
in the completion table 4300 of a connection with clerk 
terminal shown in Fig. 11 by the completion function 43 
of a connection with clerk terminal at the clerk terminal 
4, and the judgment code for end of consultation (a 
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connectable code is stored) is stored in the judgment 
code field for end of consultation 4 3 04 , and the 
communication with the connected lobby terminal 2 is 
disconnected. The judgment code for end of consultation 
is sent to the control table of clerk terminal connection 
1100 of the server 1 for making a connection with clerk 
terminals shown in Fig. 3 together with the expert clerk 
code and terminal ID code, and a connectable code is 
stored in the connective status code field 1106 , and 11 1" 
is added to the stored consulting frequency in the 
consulting frequency field 1105 while the clerk terminal 
connects server. On the other hand, at Step 3 60, the 
clerk terminal 4 receives exchange with the lobby 
terminal 2 from the unattended agent server 3 as data for 
taking over the consulting detail. Next, at Step 37 0, 
the data for taking over the consulting detail taken over 
from the unattended agent server 3 is displayed on the 
clerk terminal 4. Detailed processing at Steps 360 and 
370 will be described later by referring to Figs. 21 and 
22, so that it is omitted here. 

Next, Step 310 shown in Fig. 23 will be described in 
detail by referring to Fig. 24. As shown in Fig. 24, at 
Step 311, the priority judgment code stored in the 
priority judgment code field 14104 of the connectable 
clerk terminal 4 is read by the control function 12 of 
priority connection of clerk terminal of the server for 
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making a connection with clerk terminals 1 shown in Fig. 
1 from the table 14100 of the database 14 of clerk 
terminal codes able to connect to lobby terminals. Next, 
at Step 312, the order of display of clerk terminal codes 
able to connect to lobby terminals is sorted in the order 
of descending priorities (in the order of ascending 
consulting frequencies) on the basis of the priority 
judgment code when an expert clerk code correspondable to 
the same consulting detail is displayed at the lobby 
terminal 2. Next, at Step 313, the sorted result is 
stored in the control table 12 00 of priority connection 
of clerk terminal shown in Fig. 4 so that the clerk 
terminal codes are displayed at the lobby terminal 2 in 
the order sorted at Step 312. 

Next, an actual example when a consultation is 
carried out from the lobby terminal 2 is shown in Fig. 
25. Fig. 2 5 is a time chart showing the operating status 
of each terminal (the server 1 for making a connection 
with clerk terminals, the unattended agent server 3, the 
lobby terminal 2, the clerk terminal 4) 

Firstly, the lobby terminal 2 starts the server 1 
for making a connection with clerk terminals via the 
connective function 21 to clerk terminal (call 
instruction) shown in Fig. 1 (550) . On the other hand, 
the server 1 for making a connection with clerk terminals 
receives a request from the lobby terminal via the 



control function of lobby terminal connection 13 and the 
control function 11 of clerk terminal connection sends 
display data of clerk terminal codes able to connect to 
lobby terminals to the lobby terminal 2 at the time of 
request (510) . When there is no expert clerk who can 
correspond to the consulting detail in the clerk terminal 
codes able to connect to lobby terminals, the received 
lobby terminal 2 selects the unattended agent server 3, 
On the other hand, the server 1 for making a connection 
with clerk terminals connects the selected unattended 
agent server 3 and the lobby terminal 2. 

Next, the unattended agent server 3 and the lobby 
terminal 2 are connected and the consultation starts 
(540, 560) (tl) . The unattended agent server 3 retrieves 
the past reply data corresponding to the consulting 
detail from the consultative reply database 3 3 for the 
inquiry from the lobby terminal 2 and sends a reply to 
the lobby terminal 2 via the supplemental function 31 of 
consultative information. At the same time, the 
unattended agent server 3 stores data for taking over the 
consulting detail comprising an inquiry from the lobby 
terminal 2 and reply data from the unattended agent 
server 3 in the consultative reply database 3 3 by the 
store function 32 of consultative inquiry and replay data 
(the tables 33100, 33200) . Furthermore, in this case, 
the server 1 for making a connection with clerk terminals 
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confirms whether there is a connectable clerk terminal 4 
corresponding to the consulting detail (520) . 

Next, when the clerk terminal 4 corresponding to the 
consulting detail becomes connectable while the 
unattended agent server 3 and the lobby terminal 2 are c 
onnected, the unattended agent server 3 is changed to the 
clerk terminal 4 by the server 1 for making a connection 
with clerk terminals controlling the status of clerk 
terminals in a uniform manner. When the unattended agent 
server 3 is changed to the clerk terminal 4, the data for 
taking over the consulting detail stored in the 
consultative reply database 3 3 is sent to the clerk 
terminal 4 via the store function 3 2 of consultative 
inquiry and replay data of the unattended agent server 3. 
After sending, the lobby terminal 2 and the clerk 
terminal 4 are connected and the consultation starts 
(t2) . The connected expert clerk looks at the connection 
information from the unattended agent server 3 and 
continues the consultation with the user of the lobby 
terminal . 

Information exchange between the lobby terminal 2 
and the clerk terminal 4 is carried out by using the 
functions such as video conference and display screen 

shared (570, 580) . 

After the consultation is over, the clerk terminal 4 
disconnects the communication with the lobby terminal 
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(t3) and sends the information that it is connectable to 
another clerk terminal or the unattended agent server 3 
to the server 1 for making a connection with clerk 
terminals by the completion function 4 3 of a connection 
with clerk terminal of the clerk terminal 4, The server l 
for making a connection with clerk terminals changes the 
connective status of the clerk terminal from 11 connected" 
(530) to "connectable status" , displays the clerk 
terminal codes at the called lobby terminal, and waits 
for connection from the lobby terminal (590) . Now, the 
explanation of an actual examination of the connection 
process using the time chart showing the operating status 
of each terminal (the server 1 for making a connection 
with clerk terminals, the unattended agent server 3, the 
lobby terminal 2, the clerk terminal 4) ends. 

Next, display screen examples of the output unit 
2 00 2 of the lobby terminal 2 shown in Fig. 2 are shown in 
Figs. 26 and 27. A display screen 700 shown in Fig. 26 
comprises a "clerk call" button 710 for calling a 
connectable expert clerk, a video conference screen 72 0 
displayed when a clerk terminal is connected, and an 
operating area on display screen 7 30. Fig. 2 7 shows a 
screen layout when the display function 2 2 of clerk 
terminal codes able to connect to lobby terminals 
receives data from the server 1 for making a connection 
with clerk terminals and displays the clerk terminal 
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codes able to connect to lobby terminals (740) . The 
display screen 74 0 comprises the video conference screen 
720, the operating area on display screen 730, and a 
display screen of clerk terminal codes able to connect to 
lobby terminals 750. 

According to the present invention, to carry out a 
remote consultation by a user from the lobby terminal, it 
is possible to display connectable clerk terminal codes 
at the lobby terminal and select an expert clerk 
corresponding to a consultation from the user. When the 
expert clerk corresponding to the consulting detail of 
the user is not connectable, it is possible to connect to 
the unattended agent server first and supply the past 
consultative reply information regarding the consulting 
detail to the lobby terminal from the unattended agent 
server. On the other hand, when the expert clerk 
correspondable to the consulting detail enters the 
connectable state from the clerk terminal while the 
information is supplied to the lobby terminal from the 
unattended agent server, the server for making a 
connection with clerk terminals changes the unattended 
agent server to the clerk terminal halfway. When the 
clerk terminal is changed, the exchange with the lobby 
terminal by the unattended agent server is stored and 
taken over by the clerk terminal. 

Therefore, when the user holds a consultation from 
the lobby terminal, even if the lobby terminal cannot be 



connected to an expert clerk correspondable to the 
consulting detail when the expert clerk is to be called, 
the unattended agent server corresponds to the 
consultation and when the correspondable expert clerk 
enters the connectable state, the unattended agent server 
takes over the consulting detail and changes the clerk 
terminal, so that the consultation disabled state from 
the user can be avoided. Even if the lobby terminal 
cannot be connected to the correspondable expert clerk 
until the consultation is over, when the consultable 
expert clerk is in the connectable state, the consulting 
detail from the user which is stored by the unattended 
agent server is taken over by the clerk terminal and the 
expert clerk can reply by using a communication means 
such as telephone and FAX. 



36 



inn m mi m 



